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Abstract 
The traditional retail sector has been reported as a weak sector when compared to modern trade sectors, especially in the 
capital city, Bangkok. Modern trade shops increase their branches in many populated communities such as condominiums and 
villages, and other crowded places such as transportation stations and market systems. This, as a result, affects the market 
competitiveness of traditional retail shops. To address this issue, the researchers focus on the development of weighting on 
self assessment evaluation for total quality in the retail sector. The study involves shop owners as respondents and uses Total 
Quality Management (TQM) checklist, observational study and interview for data gathering. Statistical tools were then used 
to interpret numerical data. The result shows that the strategic policy of cluster groups between traditional wholesale and retail 
shops needs to be strengthened to have a stronger competitive relationship in market sharing.  
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1. Introduction 
The increase in competitiveness and market sharing are very important task for the retail sector. Total quality 
management (TQM) in retail shop is very important technique for improving the sustainability of business 
operations. However, TQM is not familiar to final users as retail member. One of the barriers is the education 
level of shop owners. The alternative channel in the education system and business treatment is an awarding 
system, including Thailand Quality Award (TQA) to cover overall management in the retail sector. 
Internationally, there are many quality awards such as, TQA, Singapore Quality Award (SQA), Japan Quality 
Award (JQA) and Korean Quality Award (KQA), all of which are developed from Malcolm Baldrige National 
Quality Award (MBNQA) [1-5]. 
The major criteria and weighting score in self-assessment evaluation are concerned in the initiative procedure 
[6-13]. Standardization weighting and score setting in each business sector have been well constructed. The TQA 
weight and score have been previously published in each criterion including 1) Organization leading (12%), 2) 
Strategic planning, (8%), 3) Customer center and marketing (11%), 4) Knowledge evaluation, analysis and 
management (8%), 5) Human resource emphasis (10%), 6) Process management (11%), and 7) Business outcome 
(40%) [14]. Therefore, the weighting criteria in TQM relating to retail sector are still in need of building up. The 
objective of this investigation is to develop the self assessment evaluation, adjust the major and minor criteria by 
retail member and weight the score in each criterion. 
2. Methodology 
Twenty-four retail sectors of traditional trade in Thailand were selected as sample population to evaluate the 
agreement and weighting score of self assessment evaluation modified from the quality award criteria. The major 
evaluation criteria compose of 1) Leadership and clustering; 2) Strategic policy, 3) Customer and marketing, 4) 
Information system and analysis, 5) Human resources, 6) Business management and supply chain, 7) Logistic 
management, 8) Safety, health/sanitation and environment, and 9) Business results. A range of weighting was 
scored from 1 5; 1 = Strongly disagree, 2 = Disagree, 3 = Neither agree nor disagree, 4 = Agree and 5 = Strongly 
agree. A frequency of retail scoring was calculated as well as the average of score in each major and minor 
criteria were demonstrated. Finally, the weighting score in individual major criteria was compared to Thailand 
Quality Award (TQA). 
3. Results and Discussion 
Weighting score on 1.1) Leadership and clustering criterion is 4.11 with Z-value = -0.538, a non significant by 
Chi-Square test with 82.6% agreement (Table 1). A frequency of this sub-criterion is moved to right hand side 
with peak at 5 score for 9 retail shop members (Fig. 1A). Weighting score on 1.2) Friendly environment and 
corporate social responsibility (CSR) was 3.79 with Z-value = -0.684 with 73.9% agreement. A frequency in this 
criterion is close to normal distribution and a highest frequency (4 score) was agreed for 8 retail members (Fig. 
1B). In strategic policy criterion, weighting was very high in both development of strategic policy for competitive 
efficiency (4.33 score) and implementation of strategic policy (4.44 score) with 95.7 and 95.6% agreement, 
respectively (Table 1). A high frequency peaks at score 5 (Fig. 1C-D). 
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Table 1 Major criteria, weighting, Z-value and Chi-square test for a self assessment evaluation in retail sector. 
Major criteria Weight 
score 
Z-value Chi-Square Agree 
(%) 
1. Leadership and clustering 
1.1 Leadership and clustering 
1.2 Friendly environments and corporate social responsibility 
 
4.11 
3.79 
 
-0.538 
-0.684 
 
NS 
NS 
 
82.6 
73.9 
2. Strategic policy 
2.1 Development of strategic policy for competitive efficiency 
2.2 Implementation of strategic policy 
 
4.33 
4.44 
 
-0.243 
0.997 
 
NS 
NS 
 
95.7 
95.6 
3. Customer and marketing 
3.1 Customer servicing and countermeasure for complaint 
3.2 Customer relationship and satisfaction 
 
4.78 
4.83 
 
-1.383 
0.461 
 
** 
* 
 
100 
91.3 
4. Information system and analysis 
4.1 Data collection, evaluation and analysis 
4.2 Implementation of information system management 
 
3.94 
3.67 
 
0.507 
0.000 
 
** 
NS 
 
91.3 
91.3 
5. Human resource 
5.1 Well organization and professional skill  
5.2 Education, training and development concerning quality 
5.3 Happiness, motivation and award system 
5.4 Unique and innovative strategy concerning utilization of human 
resource as organization culture 
 
3.89 
3.89 
4.39 
3.88 
 
0.000 
0.786 
0.000 
1.510 
 
NS 
* 
NS 
NS 
 
73.9 
69.6 
87.0 
73.9 
6. Business management and supply chain 
6.1 Develop and design of novel product process and servicing 
6.2 Measurement, standardization and utilize information system 
6.3 Innovative approach to quality assurance of product and servicing 
 
4.00 
4.11 
4.11 
 
-1.928 
-0.461 
0.000 
 
NS 
NS 
NS 
 
91.3 
87.0 
95.7 
7. Logistic management 
7.1 Unique logistic process and management 
 
4.47 
 
1.510 
 
* 
 
100 
8. Safety, health/sanitation and environment 
8.1 Management of health/sanitation and environment 
8.2 Safety risk assessment and fire warning system 
 
4.12 
4.12 
 
0.507 
-0.400 
 
NS 
NS 
 
95.7 
95.7 
9. Business results 
9.1 Customer satisfaction results 
9.2 Cash flow and marketing results 
9.3 Human resource and management results 
9.4 Competitive efficiency results 
 
4.65 
4.47 
4.47 
4.65 
 
0.406 
0.137 
0.518 
0.406 
 
NS 
NS 
* 
NS 
 
91.3 
95.7 
87.0 
87.0 
NS = non significance; * = significance at p  0.05 (95%); ** = highly significance at p  0.01 (99%) 
 
Weighting score on customer and marketing criteria is very high at 4.78 in 3.1) Customer servicing and 
countermeasure for complaint and at 4.83 in 3.2) Customer relationship and satisfaction in significant by Chi-
Square test (Table 1). A high frequency peaks at 5 score in both items (Fig. 2A-B). For information system and 
analysis criterion, average of weighting score in 4.1) Data collection, evaluation and analysis and 4.2) 
Implementation of information system management is calculated as 3.94 and 3.67, respectively with 91.3% 
agreement (Table 1). A high frequency peaks at score 4 in both items (Fig. 2C-D). 
Human resource in 4 sub-criteria include 5.1) Good organization and professional skill (3.89 score) 5.2) 
Education, training and development concerning quality (3.89 score) 5.3) Happiness, motivation and award 
system (4.39 score) 5.4) Unique and innovative strategy concerning utilization of human resource as organization 
culture (3.88 score) was lowest agreed for 69.6  87.0% by retail members (Table 1). In addition, the frequency 
distribution in each sub-criterion was demonstrated in Fig. 3. 
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Fig. 1 Frequency of retail population to weight the score in ranges 1 (strongly disagree)  5 (strongly agree) 
concerning the major criteria of 1.1 Leadership and clustering (A), 1.2 Friendly environments and corporate 
social responsibility (CSR) (B), 2.1 Development of strategic policy for competitive efficiency (C) and 2.2 
Implementation of strategic policy (D). 
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Fig. 2 Frequency of retail population to weight the score in ranges 1 (strongly disagree)  5 (strongly agree) 
concerning the major criteria 3.1 Customer servicing and countermeasure for complaint (A), 3.2 Customer 
relationship and satisfaction (B), 4.1 Data collection, evaluation and analysis (C) and 4.2 Implementation of 
information system management (D). 
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Fig. 3 Frequency of wholesale population to weight the score in ranges 1 (strongly disagree)  5 (strongly agree) 
concerning the major criteria 5.1 Good organization and professional skill (A), 5.2 Education, training and 
development concerning quality (B), 5.3 Happiness, motivation and award system (C) and 5.4 Unique and 
innovative strategy concerning utilization of human resource as organization culture (D). 
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In business management and supply chain, the deep detail in self assessment evaluation (each sub-criterion) 
was accepted by retail sector with 87  95.7%. A high range score (4.00-4.11) was demonstrated in Table 1 and 
the high frequency at weighting was demonstrated in Fig. 4A-C. In addition, logistic management had a very high 
weighting score at 4.47 (Z-value = 1.51) with 100% agreement. A frequency distribution in each sub-criterion 
was demonstrated in Fig. 4D. 
Concerning safety, health and environment, it is demonstrated as a high weighting score at 4.12 (Table 1). The 
wholesale sector population still approves (95.7% agreement)  the self assessment in this criterion. Also, the 
frequency distribution in two sub-criteria is represented in Fig. 5. 
The business results in all 4 sub-criteria includes 9.1) Customer satisfaction results (4.65 weighting score); 9.2) 
Cash flow and marketing results (4.47 weighting score); 9.3) Human resource and management results (4.47 
weighting score); and 9.4) Competitive efficiency results (4.65 weighting score) were satisfied (87  95.7% 
agreement by retail members (Table 1). A high frequency peaks at 5 score (Fig. 6). Moreover, the weighting score 
in this investigation was equal at 10-12% whereas the weighting score in TQA is expressed in business results 
with 40% weighting score Fig. 7). 
Major criteria in setting and weighting enhanced the final goal of TQM process being a candidate in quality 
awarding of several private sectors. The weighting score by target sectors are generally generated and then 
implemented to the stockholders. In recent study, the weighting score in each criterion was insignificantly 
different (10-12%). Similar result has been presented by Methom and Kengpol [14], presenting the weighting 
score percentage in 7 categories of TQA in insignificant different, except item 4. Knowledge evaluation, analysis 
and management is very low weight (6.93%). In addition, the weighting scores depend not only on the nature of 
private sectors but also on the experience of interview auditors [14]. A score weighting rank 1 to 5 where 1 = 
Strongly disagree, 2 = Disagree, 3 = Neither agree nor disagree, 4 = Agree and 5 = Strongly agree, has been well 
characterized by Samson and Terziovski [7], applied in this study. The self assessment evaluation modified from 
MBNQA has been implemented to education in Malaysia [15] and hospitals in Thailand [16]. 
In conclusion, the retail sector members agree to 9 criteria for 70  100% with high frequency of agreement (  
3.8 score). In addition, the weighting percentage in all criteria is equal (10  12%), which has a significant 
contrast to TQA concerning business result criterion for 40% weighting score. 
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Fig. 4 Frequency of retail population to weight the score in ranges 1 (strongly disagree)  5 (strongly agree) 
concerning the major criteria 6.1 Develop and design of novel product process and servicing (A), 6.2 
Measurement, standardization and utilize information system (B), 6.3 Innovative approach to quality assurance of 
product and servicing (C) and 7.1 Unique logistic process and management (D). 
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Fig. 5 Frequency of retail population to weight the score in ranges 1 (strongly disagree)  5 (strongly agree) 
concerning the major criteria 8.1 Management of health/sanitation and environment (A) and 8.2 Safety risk 
assessment and fire warning system (B). 
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Fig. 6 Frequency of retail population to weight the score in ranges 1 (strongly disagree)  5 (strongly agree) 
concerning the major criteria 9.1 Customer satisfaction results (A), 9.2 Cash flow and marketing results (B), 9.3 
Human resource and management results (C) and 9.4 Competitive efficiency results (D). 
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Fig. 7 Weighting score comparison between Thailand Quality Award (TQA) (dark bar) and self assessment 
evaluation (light bar) in major criteria by retail private sectors. 
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